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ABSTRAK 
Penelitian dilakukan di wilayah pekanbaru dengan objek penelitian yaitu Lotte Mart Pekanbaru, 
dimana perusahaan ini bergerak di bidang retail perkulakan. Penelitian ini bertujuan untuk 
mengetahui bagaimana kualitas pelayanan dan sarana terhadap kepuasan pelanggan dan loyalitas 
pelanggan, dengan menggunakan metode Structural Equation Modelling (SEM). Adapun sampel 
dalam penelitian adalah 150 responden yang merupakan pelanggan Lotte Mart Pekanbaru. Hasil 
penelitian ini adalah, saran berpengaruh signifikan terhadap kualitas pelayanan, kualitas dan sarana 
berpengaruh siginifikan terhadap kepuasan pelanggan, serta kepuasan pelanggan berpengaruh 
signifikan terhadap loyalitas pelanggan, dengan nilai Probabiitas yang lebih tinggi dari 0,05. 
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ABSTRACT 
 
The research was conducted in Pekanbaru area with the object of research that is Lotte Mart 
Pekanbaru, where the company is engaged in retail magazine. This study aims to determine how 
the quality of services and facilities to customer satisfaction and customer loyalty, using the 
method of Structural Equation Modeling (SEM). The sample in this study is 150 respondents who 
are customers Lotte Mart Pekanbaru. The this research is: the suggestion has a significant effect 
on the quality of service, the quality and the means have a significant effect on customer 
satisfaction, and customer satisfaction significantly influence customer loyalty, with the value of 
Probabiitas higher than 0.05. 
 
Keyword: Customer Satisfaction, Facilities, Loyalty, Quality of Service, Structural Equation 
Modeling. 
 
 
 
 
 
 
  
